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Click a topic below to jump to the answer.

HOW TO CONTACT ETS FOR TECHNICAL SUPPORT OR HELP
SHOULD THE CUSTOMER PORTAL ONLY BE USED FOR IT RELATED ISSUES?
| NEED TO UPLOAD MY ART FILES TO THE CUSTOMER PORTAL. HOW DO I DO THIS?

| JUST PLACED A REQUEST IN THE ONLINE CUSTOMER PORTAL AND | FORGOT TO
INCLUDE A FEW KEY ITEMS. DO | HAVE TO RE-ENTER THE ENTIRE REQUEST?

HOW DO | VIEW THE STATUS OF MY REQUEST?

| RECEIVED A MESSAGE THAT MY REQUEST WAS CLOSED. HOW DO | VIEW THE
RESOLUTION TO MY REQUEST?

| AM HAVING AN EMERGENCY! HOW DO | CHANGE THE PRIORITY OF THE REQUEST
TO A HIGHER LEVEL?.
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HOW TO CONTACT ETS FOR TECHNICAL SUPPORT OR HELP

STEP 1: If you do not have an existing login to our online customer portal, please request a user name or password by:

a) Calling Toll-free: (877) ETS-4-TCH (877.387.4824) and asking for or Customer Support, or
b) Filling out the form located at: http://www.ets4tech.com/requestpassword.php

o 4 )
If you are an existing user, please go to:
http://requests.hershonline.com
Enter your user name and password. Usermame | |
Password | |
|:| keep rme zigned in | Login
- J

STEP 2: Once logged in, please select the problem you need help with:

4 )

| am having issues with:

Select Termplate W
Select Temilate
FTF

Wwebzite Update
Warkstation
If otherz,pleaze zpecify

Search |

continued >
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HOW TO CONTACT ETS FOR TECHNICAL SUPPORT OR HELP (continuea)

STEP 3: Please complete the ticket in its entirety and hit the ADD REQUEST button.

Feguests > Mew Request Apply Termplate | Selec Templa%

MNew Request

Priority * Morrnal [(Rezalve at next scheduled vis ¥

Ovrner de tails

Group * Dperations [admin issues) bl

Requester Details

Marne * ternp Wlarkstation ID

Category Details

Category ¥

Services b
Sub Category Metwark
Ttern Select Ttern b

Main contact for this request * Mr. Temp

Location (address) of request 123 E. Temp Road Beszt means to rea
Termp City, Termp 20234 primary contack *

Mandatory iterns needed for this |microzoft OFice 2007
request [software/hardware/ et ]

Subject * |Heed ta install affice 2007

Cescription

SIEIYEAL

- —

F +[ B 1 U

My cormputer does not have outlook. I need help installing

Attachments : Attach a file Attached Filas |

( Add Request I) Reset |

NS S

Our typical response time will vary based upon the nature of the request and urgency assigned to the issue.

next topic >
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SHOULD THE CUSTOMER PORTAL ONLY BE USED FOR IT RELATED ISSUES?

The online customer portal can be used to request support for all technology related issues ranging from:

1. Operations 2. Billing 3. Marketing 4. Managed Services 5.1T Services

| NEED TO UPLOAD MY ART FILES TO THE CUSTOMER PORTAL. HOW DO I DO THIS?

STEP 1: Click on the Attach A File link. (You'll find this link below the Description area of your new Request.)

/Gubject |Mew irmage for website )

Cescription 8 b .
—_ o — g a —~
iz iz I=- u? !:I I:N — | ()

A=

F +[ B I U

Add thizs image to the About Uz page on our website,

Attachments 3 Attach a file Attached Filas @ |
Add Request Reset | Cancel |
\ J

STEP 2: You will see the Browse for File window; first, click the Browse button and locate the file on your computer
that you wish to upload.

Next, click the Attach
button to attach the
file. When finished,

X

N https:#fserver1 3. hershonline.com - Advent... |:||E

Add/Remove Attachment

click Done.
v [ Close ]
IMPORTANT: YOou must
. Click "Browse" to select a file, vou can atkach any
click the Attach button .
nurmber of filas for a total of 10 MB
to upload the files.
Choose a File:l ” Browse... |

Attached Files :
picture 1.jpg 2345 B X

Done |
@ Done é ﬂ Internet

next topic >
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| JUST PLACED A REQUEST IN THE ONLINE CUSTOMER PORTAL AND | FORGOT TO INCLUDE A
FEW KEY ITEMS. DO | HAVE TO RE-ENTER THE ENTIRE REQUEST?

No, you can edit your Request anytime.

STEP 1: Login to the system and click on the Pending Requests link on the main page.

(H'yr Hiewj )
| am having issues-
=D Pending Regquests 1
Pending requests Select Termnplate
=l Completed Requests 0 Search Solutions
Completed requests

o All Requests 1
all requests sent by the Requester

Search I

\ /

STEP 2: Click on the desired request.

(Fieguests = My Pending Requests

My Pending Requests

Filter Showing | My Pending Requests W Showing 1 1 -

Mew Request I

Subject Requester Name Assigned To

(Need to install office 2007 ) temp Unassigned

Request ID : 63554

Category : Services

Subject : Meed to install office 2007

Description : My cormmputer does not have outloaok,
\_ I need help installing office 2007, )

continued on next page >
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| JUST PLACED A REQUEST IN THE ONLINE CUSTOMER PORTAL AND | FORGOT TO INCLUDE A
FEW KEY ITEMS. DO | HAVE TO RE-ENTER THE ENTIRE REQUEST? (continued)

STEP 3: Click on the Action Menu (to the top right of the window) and click Add Notes.

L request )

Actions ¥
P oAdd Hotes il
F Print Preview

install office 2007 Status
O BEGSd Priority 1

Lo History j

np Cue Date @ 22 Aug 2007, 15:5

ffice 2007
Jg] Attachrnents

e: not have aoutloak installed,

- B4

STEP 4: Enter your addition. Make sure to click on the check box labeled “E-mail the technician for notes addition”
to alert the assigned technician of your job status. Click Add Note to update your request.

Add Note (3}

-

Fequest ID - 68654

I have the outlook prograrm on CD.

E-mail the technician for notes addition

Add Hote

next topic >
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HOW DO | VIEW THE STATUS OF MY REQUEST?

STEP 1: Login to the system and click on the Pending Requests link on the main page.

(I'-i'!.r Hiewj A
o o e,
Pending Requests 1
Pending requests Zelect Ternplate
% Completed Requests 0 Search Solutions
iy Zompleted requests
e All Requests
all requests sent by the Reguester 1 Search I
1\ Y,

STEP 2: Click on the desired request.

(Fleguests > My Pending Requests

My Pending Requests

Filter Showing | My Pending Requests W Showing 1 1 -

Mew Reguest I

Subject Requester Mame Assigned To

(Need to install office 2007 ) temp Unassigned

Request ID : 63554

Category : Services

Subject : Meed to install office 2007

DescHption : My computer does not have outloaolk,
\_ I need help installing office 2007, )

continued on next page >
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HOW DO | VIEW THE STATUS OF MY REQUEST? (continuea)

You can view all the request details such as the assigned technician and the current status of the request.

(Suh Category Metwark Priority Mormal (Resalve at ne?
Item Mot Assigned Mode Web Farrm

Workstation - Level Level 3 (server support,
Created Date i;:gi?sznml Due Date 22 Aug 2007, 15:51:50
Created By ternp ::;T;;‘:g;:ddmss] 122 E. Temp Road Tem
Main contact for this request Mr, Termp Eﬁiﬁ:;ﬁ?:gitt:c';:each Florida Office 800,44, T

Mandatory items needed for this  Microsoft
request (software /hardware /atc.) Office 2007

Requester Details

Requester Name termp Email Address -
Contact number = Mobile number =
Department - Contact Name -
Contract 3 Titde = Additional Motes =
Yendor - Company U -
Company Address - City -
State - Zip Code -
Contact 2 = Contact 2 Tide =
Contact 3 - Fax Mumber -
Telephone 2 = Telephone 3 =

Discussion Motes

Uzer: Technician [Level 3)
Do you have a license for office 20077

User: temp

Pleaze zend my favorite technician, Termp Jr.

J

next topic >
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| RECEIVED A MESSAGE THAT MY REQUEST WAS CLOSED.
HOW DO | VIEW THE RESOLUTION TO MY REQUEST?

STEP 1: Login to the system and click on the Completed Requests link on the main page.

(I'-iyr Hiewj )
| am having issues-
Pending Requests
% Pending requests O Select Termplate
=l Completed Requests 1 Search Solutions
Completed requests

All Requests 1
= all requests sent by the Reguester

Search |

1\ /

STEP 2: Click on the desired request.

(Ftegue5t5 > My Completed Requests

My Pending Requests

Filter Showing | My Completed Requests W Showing 1 1 -

Mew Request I

Subject Requester Mame Assigned To

(Need to install office 2007 ) temp Temp Jr.

Request ID : 63554

Category : Services

Subject : Meed to install office 2007

DescHption : My cormputer does not have outloolk,
\_ I need help installing office 2007, )

continued on next page >
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| RECEIVED A MESSAGE THAT MY REQUEST WAS CLOSED.
HOW DO | VIEW THE RESOLUTION TO MY REQUEST? continued

STEP 3: Click on the Resolution tab at the top of the request to see the resolution.

a ™

Meed to install office 2007
Requeszt ID : G654

Request|] Resolution History \|
\,

Reque:=tar : temp

5

Her ey 1 | f==H L ' /

\
mMeed to install office 2007
Fequest ID ; 68654
Request | Resolution | History \l
Fesolution subrmitted by :Technician (Lewel 3) ]
Inztall Qutlook on vour computer, Your password is 1234 to enter your Outlook,
\§ J
next topic >
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| AM HAVING AN EMERGENCY! HOW DO | CHANGE THE PRIORITY OF THE REQUEST TO A

HIGHER LEVEL?

When creating a request, please select High (Emergency) under Priority.

Please note unless you have pre-defined terms with our organization, you will be responsible
for paying the emergency rate for all required services.

Ve
F.equests = Mew Request

Priority *

Ovrner deftails

Mew Request

~

Apply Termmplate | Select Termplate

Marrmmal (Reszaolve at next scheduled wiz %

Group ¥

Seleckt Priarit

Low [Complete all other tazks before rezo
Mediurm [Rezolve within the next 2 visits)
Morrmal (Rezolve at next scheduled vizit)

Mandatory iterns needed for this
request [zoftwarefhardwarefete, )

Subject *

Cezcription

.

Reques Details J

Marme * ternp W ark station

Category Details

Category * Operations (admin) W

Sub Category Select Sub-Category W

Ttem Select Itern v

Main contact for this request * |

Location [address) of request Main Corporate Office ZWW\n(Please Best reansz to re
change if thiz is not correct) prirmary contact ®

[Please leave blank if there are no
iterns required for this job)

F L B I U

[

-
L
—
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